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[57] ABSTRACT 

A method and apparatus for providing operator consoles 
with enhanced,customer support for automated telecommu- 
nication'services on an intelligent overlay network (104) is 
disclosed. Operator and customer services are provided by 
an intelligent network (102). The intelligent network (102) 
comprises: an automated call distributor (116); an applica- 
tion processor (118); an advanced intelligent network gate- 
way (AIN Gateway) (120); a validation gateway (122); and 
enhanced operator consoles (126). The AIN Gateway pro- 
vides the intelligent network with an interface to the intel- 
ligent overlay network. This allows components within the 
intelligent network to communicate with components in the 
intelligent overlay network, and vice- versa. The validation 
gateway provides the intelligent network with an interface to 
credit card validation systems (114), and is used to apply 
charges to customer credit cards. Enhanced operator con- 
soles provide for efficient and seamless integration of opera- 
tor and customer services to automated services running on 
the intelligent overlay network. Such enhanced operator 
consoles are provided in the form of customized application 
programs that are executed by the operator consoles based 
on the context of calls that are transferred from the intelli- 
gent overlay network. 

24 Claims, 43 Drawing Sheets 
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